
The Survey Instrument 
 
The Mayor’s Office, with assistance of the Development Services Department, developed 
the following survey instrument. 
 
The survey was converted into an on-line survey tool, KeySurvey.com.  This permitted 
the survey experience to be dynamically adjusted to address the most recent experience 
of the respondents.  As such, a survey completed by one respondent generally differs 
from others based on the individual responses. 
 
An example of an on-line form (completed) is attached for reference. 



 

Client Survey 
 

 
City of San Antonio 

Development Services 
 
 
 
 

October 19, 2005 to October 31, 2005 
 

 
 
 
 
 
Purpose:  To assess the client experience and satisfaction with over 20 
distinct services provided by the Development Services Department 
 
Clients:  Individuals or companies that registered their email and requested 
services from the Development Services Department up to 12 months 
preceding the survey. 
 
Sample:  Up to 10,000 client emails will be used to send out this survey. 
 
Survey:  An internet-based survey solicited by email.  The survey responses 
will be anonymous. 
 



Text of Email Soliciting Survey Participants 
 
 
 
TO: email@address.com 
 
SUJBECT:  Request from Mayor Phil Hardberger 
 
 
The City of San Antonio Development Services Department provided your email address 
to me.  It is my understanding that you or your company sought services from the City, as 
part of a construction or development project, during the past 12 months.  As Mayor, I 
have pledged to improve the development-related services of the City.   
 
I need your help! 
 
Please take a few minutes to take this on-line survey concerning the development process 
in San Antonio and the services you received, by clicking on the link below. 
 
Http://internetlink.com/survey
 
The results of the study will be provided directly to the Mayor’s Office, and your survey 
responses can remain anonymous, if you choose. 
 
The survey also provides an opportunity and instructions for you to submit your own 
recommendations for how the City should improve the development process in the near 
future. 
 
Thank you for your assistance. 
 
Sincerely, 
 
 
Mayor Phil Hardberger 
City of San Antonio 
(210) 207-7080 
 
 
 

http://internetlink.com/survey


Introduction Page to On-line Survey 
 
 
 
 
 

CITY OF SAN ANTONIO 
DEVELOPMENT SERVICES SURVEY 

 
 

Thank you for agreeing to take this confidential, on-line 
survey. 

 
Mayor Phil Hardberger is conducting this survey in order to 
better understand your satisfaction and thoughts regarding 
the development-related services provided by the City of 
San Antonio. 
 
The survey will only take 2-3 minutes to complete. 
 

Press continue, when you are ready to proceed with the 
survey. 

 
<Button: continue> 

 



Q1:  When was your most recent experience with the City of San Antonio 
Development Services Department? (select only one) 

<all responses proceed to Q2, with exception below> 
 

__ During the past 30 days 
__ 1-3 months ago 
__ 3-6 months ago 
__ 6-12 months ago 
__ don’t recall time of service 
__ I have not sought or used City development-related services <if selected, Jump to 
Default Exit Screen> 
 
 
Q2: Regarding your most recent experience, how did you seek a development-
related service or permit? 
 
In person, at one of the following locations- (select only one) 

__ Development and Business Services Center (1901 S. Alamo), commonly  
     referred to as the “One Stop Center”  <Go Next to Q3> 
__ South Park Mall Community Link Center <Go Next to Q2a> 
__ Valley View Community Link Center <Go Next to Q2a> 
__ McCreless Mall Community Link Center <Go Next to Q2a> 
__ Las Palmas Community Link Center <Go Next to Q2a> 
 

__ Internet service request (www.sanantonio.gov)  <Go Next to Q2b> 
 
 
Q2a:  What permit or service were seeking during your most recent visit to the 
community link center? 
__ Residential Fence Permit 
__ Garage Sale Permit 
__ Construction Trade Permit (e.g. Electrical permit) 
 

<for all responses to Q2a, Jump to Q4> 
 
Q2b:  What permit or service were seeking during your most recent on-line 
request? 
__ Garage Sale Permit 
__ Construction Trade Permit (e.g. Electrical permit) 
__ Request for Inspection 
 

<continue to Q2c through Q2g>

http://www.sanantonio.gov/


 
Q2c: For what type of project was the online permit or service being sought? [does 
not apply to garage permit]  (select one best answer) 
__ single-family residential 
__ apartment or other multi-family 
__ restaurant 
__ retail or other light commercial space 
__ office space 
__ industrial facility or warehouse 
__ Other, please specify_______________________________ 
 
Respond to the following questions on 5-point scale: 

 
5 = strongly agree 
4 = generally agree 

3 = no opinion or neutral response 
2 = generally disagree 
1 = strongly disagree 

 
Q2d: The on-line system adequately informed me of the process and information 
needs related to my project.  
 
Q2e: I received the on-line service that I sought in a timely fashion. 
 
Q2f: Overall, this on-line experience was satisfactory. 
 
Q2g:  What, if anything, would you like to share about your on-line experience? 

 
<text entry box for response> 

 
<Jump to Q12 Client Information> 

 
[One Stop Experience Section] 

 
Q3: What service or permit were you seeking during your most recent visit to the 
Development and Business Services Center? 
 
__ Land Development Service (examples: platting, zoning, set back) <Go to Q3a> 
__ Site-related Permit (examples: demolition, tree removal, sidewalk/driveway, 
other) <Go to Q3b> 
__ Construction Permit (example: building or trade-specific permit, licensing) <Go 
to Q3c> 
__ Request for Inspection of Work, or meeting with Chief Inspector <Go to Q3d> 
__ Garage Sale Permit <Go to Q5> 
__ Certificate of Occupancy <Go to Q4> 



 
 
Q3a:  Which Land Development Service was sought? (select on or best answer) 
__ Plat submission  <if selected, go to Q3a-1> 
__ Zoning change <if selected, go to Q3a-2> 
__ Address determination <go to Q4> 
__ Master Development Plan submission <go to Q4> 
__ Variance Request <if selected, go to Q3a-3> 
 

 Q3a-1: Did your plat require Planning Commission approval? __ Yes __ No 
 Q3a-2: Did your case require Zoning Commission approval?  __ Yes __ No 
 Q3a-3: Did your variance require Board of Adjustment approval? __ Yes __ No 

 
<go to Q4> 

 
Q3b: Which type Site-related Permit was sought?  (select on or best answer) 
__ demolition permit <go to Q4> 
__ tree removal permit <go to Q4> 
__ sidewalk/driveway <go to Q4> 
__ Other, please specify_______________________________ <go to Q4> 
 
Q3c:  Which type of Construction Permit was sought? (select on or best answer) 
__ Construction permit <go to Q4> 
__ Electrical permit <go to Q4> 
__ Plumbing permit <go to Q4> 
__ Licensing <go to Q4> 
__ Other, please specify_______________________________ <go to Q4> 
 
Q3d: Which type of Inspection was sought?  (select on or best answer) 
__ Electrical inspection 
__ Plumbing inspection 
__ Mechanical inspection 
__ Building inspection 
__ Construction Permit 
__ Fire Inspection 
__ Health 
__ Sign Inspection 
__ Other, please specify_______________________________ 
 



Q4: For what type of project was the service or permit being sought (select one best 
answer) 
__ Single-family residential 
__ Apartment or other multi-family 
__ Restaurant 
__ Retail or other light commercial space 
__ Office space 
__ Industrial facility or warehouse 
__ Other, please specify_______________________________ 
 
Q4b:  Did the project involve an existing structure that has been designated 
“historic,” or require special review by the Historic Preservation Officer or Historic 
and Design Review Commission (HDRC)? (select only one) 
__ Don’t Know 
__ No 
__ Yes, required special review. 
 

Respond to the following questions on 5-point scale: 
 

5 = strongly agree 
4 = generally agree 

3 = no opinion or neutral response 
2 = generally disagree 
1 = strongly disagree 

 
Q5: During my visit seeking City service, the staff welcomed me and provided me 
with information related to my visit. 
 
Q6:  During my visit, staff adequately informed me of the process and information 
needs related to my project.  
 
Q7: During my visit, staff greeted me and was professional throughout my visit. 
 
Q8: During my visit, I received the service that I sought in a timely fashion. 
 
Q9: Overall, this experience was satisfactory. 
 
Q10:  What, if anything, would you like to share about your experience? 
 
Q11:  Is there someone you would like to recognize for either their exceptional or 
poor service to you?   
 
__ No  
__ Yes, for exceptional service: ________  
__ Yes, for poor service: _____________ 
 



[client information section] 
 

Your specific responses will remain confidential, unless you specify otherwise.  For 
our analysis, please share some additional information about yourself. 
 
Q12: Was the service sought for personal or business reasons? (select only one) 
__ Personal  <if personal, jump to Q13> 
__ Business <if business, jump to Q14> 
 
Q13a:  How long have you been living in San Antonio? (select only one) 
__ Less than one year 
__ 1 – 5 years 
__ 5-10 years 
__ Greater than 10 years 
 
Q13b:  How frequently do you seek or use development-related services from the 
City of San Antonio? (select only one) 
__ First time 
__ Less than once per year 
__ Once or more per year 
__ Other, please specify_______________________________ 
 
Q13c: Within which postal zip code (e.g., 78201) was the project or permitted 
activity located in? _________.   __ Do not know. (select only one) 
  

<GO TO Q15> 
 
Q14a:  What type of business are you or your company involved in? (select only 
one) 
__ Engineering or architectural design services 
__ Construction project management 
__ General contractor 
__ Trade contractor (e.g., plumbing) 
__ Other, please specify_______________________________ 
 
Q14b: How long have you or your company been located (or doing business) in San 
Antonio? 
__ Less than one year 
__ 1 to 5 years 
__ 5 to 10 years 
__ More than 10 years 
 
Q14c: Over the past year, please estimate how frequently you have sought 
development-related services or permits. 
__ Once per year 



__ Every three months 
__ Monthly 
__ Weekly 
__ Other, please specify_______________________________ 
 
Q14d: Within which postal zip code (e.g., 78201) was the project or permitted 
activity located in? _________   __ Do not know 
 
 
Q15: Based upon your experience(s) with San Antonio Development Services, do 
you have any specific recommendation for improving or delivery better service? 

<response box to capture text> 
 
If you have specific recommendations or experiences that you would like to share, 
we would like to know about them.  This Internet survey tool may not be able to 
capture all of your thoughts, so please email us at email@address.gov. 
 
 
Q16:  Are you:   __ Male  __ Female 
 
Q17:  Ethnicity 
 __ Hispanic 
 __ White (non-Hispanic) 
 __ African American 
 __ Asian American 
 __ Other 
 
Q18:  Your age: 
 __ under 18 years of age 
 __ 18-25 years 
 __ 25-34 years 
 __ 35-50 years 
 __ 50 year of age or older 
 
Q19:  Education: 
 __ some High School 
 __ GED or High School Diploma 
 __ Technical Training 
 __ Some college 
 __ Associates Degree 
 __ Bachelor Degree 
 __ Some Graduate School 
 __ Graduate or Professional Degree 
 

mailto:email@address.gov


[Default Exit Screen] 
 

Thank you for completing this survey.  Your feedback will remain confidential, and 
will help us improve our delivery of services to you. 
 
Mayor Phil Hardberger 
 
 



 

 
Mayor's Development Services Survey 

Thank you for agreeing to take this confidential, on-line survey. 
 

Mayor Phil Hardberger is conducting this survey in order to better understand your satisfaction and thoughts 
regarding the development-related services provided by the City of San Antonio. 

 
The survey will only take 2-3 minutes to complete. 
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When was your most recent experience with the City of San Antonio Development 
Services Department? (select only one) 

 During the past 30 days 

 1-3 months ago 

 4-6 months ago 

 7-12 months ago 

 I do not recall time of service 

 I have not sought or used City development-related services 

 
 
 
Regarding your most recent experience, how did you seek a development-related 
service or permit? 

 In person at: Development and Business Services Center (1901 S. Alamo), commonly 
referred to as the “One Stop Center” 

 In person at: South Park Mall Community Link Center 

 In person at: Valley View Community Link Center 

 In person at: McCreless Mall Community Link Center 

 In person at: Las Palmas Community Link Center 



 Through an Internet service request (www.sanantonio.gov) 

 
 
 
What service or permit were you seeking during your most recent visit to the 
Development and Business Services Center? 

Land 
Development 

Service 
(examples: 

platting, 
zoning, set 

back) 

Site-related Permit 
(examples: 

demolition, tree 
removal, 

sidewalk/driveway, 
other) 

Construction 
Permit 

(example: 
building or 

trade-
specific 
permit, 

licensing) 

Request 
for 

Inspection 
of Work, 

or 
meeting 

with Chief 
Inspector 

Garage 
Sale 

Permit 

Certificate 
of 

Occupancy 
Other 

If other 
please 

specify: 

       
 

        
 
 
 
For what type of project was the service or permit being sought (select one best 
answer) 

Single-
family 

residential 

Apartment 
or other 
multi-
family 

Restaurant 

Retail or 
other light 
commercial 

space 

Office 
space 

Industrial 
facility or 

warehouse 
Other 

If other 
please 

specify: 

       
 

        
 
 
 
Did the project involve an existing structure that has been designated “historic,” or 
require special review by the Historic Preservation Officer or Historic and Design 
Review Commission (HDRC)? (select only one) 

 Yes 

 No 

 I do not know 

 
 
 
Respond to the following questions on 5-point scale: 

  strongly agre
e  

generally agre
e  

no opinion or neutral respon
se  

generally disagre
e  

strongly disagre
e  

 During my 
visit 
seeking 
City 

     



service, the 
staff 
welcomed 
me and 
provided 
me with 
information 
related to 
my visit. 
 During my 
visit, staff 
adequately 
informed 
me of the 
process 
and 
information 
needs 
related to 
my project. 

     

 During my 
visit, staff 
greeted me 
and was 
professiona
l 
throughout 
my visit. 

     

 During my 
visit, I 
received 
the service 
that I 
sought in a 
timely 
fashion. 

     

 Overall, 
this 
experience 
was 
satisfactory
. 

     

 
 
 
Is there someone you would like to recognize for either their exceptional or poor 
service to you? 

No  Yes, for exceptional service: Yes, for poor service:  Name 

   
 

    
 
 
 
Was the service sought for personal or business reasons? (select only one) 



 Personal 

 Business  

 
 
 
What type of business are you or your company involved in? (select only one) 

Engineering or 
architectural 

design services 

Construction 
project 

management 

General 
contractor 

Trade contractor 
(e.g., plumbing) 

Other 
If other 
please 

specify: 

     
retail

      
 
 
 
How long have you or your company been located (or doing business) in San 
Antonio? 

 Less than one year 

 1 to 4 years 

 5 to 10 years 

 More than 10 years 

 
 
 
Over the past year, please estimate how frequently you have sought development-
related services or permits. 

Once per year 
Every three 

months 
Monthly Weekly Other 

If other 
please 

specify: 

     
 

      
 
 
 
Within which postal zip code (e.g., 78201) was the project or permitted activity 
located in? 

78221 
 
 
 
 
Are you: 



 Male 

 Female 

 
 
 
Ethnicity 

 Hispanic 

 White (non-Hispanic) 

 African American 

 Asian American 

 Other 

 
 
 
Your age: 

 under 18 years of age 

 18-25 years 

 26-34 years 

 35-50 years 

 50 year of age or older 

 
 
 
Education: 

 some High School 

 GED or High School Diploma 

 Technical Training 

 Some college 

 Associates Degree 

 Bachelor Degree 

 Some Graduate School 

 Graduate or Professional Degree 
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